DMH Satisfaction Survey Results
Consumer Satisfaction - 2000

Division of Comprehensive Psychiatric Services -

Community Services

Demograg

Total State
Served - CPS
Community
Services °

Total Survey
Returns
Community
Services

hics

Non-CPRC
Adult

Child/
Adolescent

Male

46.2%

41.3%

33.7%

61.5%

Female

53.8%

58.7%

66.3%

38.5%

White

80.6%

84.0%

86.7%

80.8%

Black

17.0%

11.9%

9.1%

12.2%

Hispanic

5%

0.8%

1.0%

2.2%

Native American

3%

1.5%

1.5%

1.8%

Pacific Islander ®

0%

0.1%

0.1%

0.4%

Other

1.6%

1.6%

1.6%

2.6%

0-17
18-49
50+

13.8%
64.1%
22.1%

8.0%
66.4%
25.6%

1.5%
73.4%
25.1%

98.9%
1.1%
0%

* The Total Served represents demographics based on the number of people served in April 2000 according to DMH

billing records.

P The state classifies Pacific Islander in the "other" category.

Sample Size

Information is based on the number of returned forms and
the number of people served according to DMH billing records.

Number Served
April 2000

Number Forms
Returned

Percent of
Served Returned

Total CPS Community Services

24637*

3815

15.5%

Total CPRC Consumer

7764

2147

27.7%

Total Non-CPRC Adult

15952

1390

8.7%

Total Child/Adolescent

3359

278

8.3%

Unduplicated Count
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Services for the Deaf or Hard of Hearing

The following represents the percentage of affirmative responses for each item. Item I(a) "Do you
use sign language?” reflects the percent of only those who are deaf or hard of hearing who use sign language.
Item 1(b) "Did this agency have signing staff?” reflects the percentage of agencies that deaf or hard of
hearing consumers identified as having signing staff available for those who use sign language.

Overall
State

CPRC Adult

Non-CPRC
Adult

Child/
Adolescent

Are you deaf or hard of hearing?

8.8%

9.6%

85%

4.2%

(a) If yes, do you use sign language?

11.0%

12.0%

85%

18.2%

(b) If yes, did this agency have
signing staff?

29.0%

33.6%

19.0%

14.3%

Did this agency use interpreters?

6.5%

8.0%

45%

3.9%
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Overall Satisfaction with Services
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Total State Total State (CPRC) Total State (Non-CPRC) Total State

(Child/Adolescent)

ONot at all satisfied/Not satisfied [OK [ Satisfied/Very Satisfied

Program Satisfaction: Percent of responses to the question "How satisfied are you with the services you receive?”

Some of the key findings were:

Overall, 82.0% of the respondents to the survey were satisfied with services provided by the
Division of Comprehensive Psychiatric Services.

The highest satisfaction was reported in the CPRC Adult program where 82.8% of the
respondents were “satisfied” or “very satisfied” with services.

Consumers in the Child/adolescent program were the least satisfied with services. Only 72.9%
chose “satisfied” or “very satisfied”.
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Satisfaction with Services

Total CPS
How satisfied are you . . . Community
Services
4.32 433 4.36 4.02
(3674) (2053) (1350) (271)
with how much your staff know about how to 4.20 422 422 4.00
get things done? (3614) (2030) (1319) (265)
with how staff keep things about you and your 4.36 433 4.43 4.18
life confidential? (3595) (2026) (1307) (262)
that your treatment plan has what you want in 4.19 424 4.16 3.93
it? (3583) (2019) (1306) (258)
that your treatment plan is being followed by 4.24 4.27 4.24 3.98
those who assist you? (3561) (2018) (1283) (260)
that the agency staff respect your ethnic and 4.39 437 4.45 4.26
cultural background? (3432) (1934) (1246) (252)
4.30 4.32 4.31 4.06
(3617) (2023) (1328) (266)
4.20 4.24 4.21 3.90
(3615) (2026) (1331) (258)

CPRC Non-CPRC Child/
Adult Adult Adolescent

with the staff who serve you?

with the services that you receive?

that services are provided in a timely manner?

The first number represents a mean rating.
Scale:  1=Not at all satisfied ... 5=Very satisfied.
The number in parentheses represents the number responding to this item.

Some of the key findings were:

+  The participants in the Division of Comprehensive Psychiatric Services were satisfied with the
services they received. Ratings for all items were above a 4.00 (“satisfied™).

+  The highest satisfaction rating was with agency staff respecting the consumer's ethnic and
cultural background (mean of 4.39).

+  The lowest satisfaction rating was with what the treatment plan had in it (mean of 4.19).

*  The satisfaction ratings of the adult consumers were higher than those of the children and
adolescents.
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Satisfaction with Quality of Life

Total CPS
How satisfied are you . . . Community
Services

3.47 3.58 3.29 3.44
(3588) (2024) (1340) (224)
3.65 3.74 3.54 357
(3583) (2020) (1338) (225)
with the amount of choices you have in your 3.44 3.57 3.23 3.44
life? (3574) (2022) (1332) (220)
with the opportunities/chances you have to 3.53 3.68 3.29 3.68
make friends? (3570) (2024) (1322) (224)
3.70 3.84 3.44 4.04
(3564) (2019) (1324) (221)
3.52 3.66 3.28 3.74
(3580) (2020) (1334) (226)

CPRC Non-CPRC Child/
Adult Adult Adolescent

with how your spend your day?

with where you live?

with your general health care?

with what you do during your free time?

How safe do you feel . ..

3.96 3.95 3.95 404
(3607) (2041) (1337) (229)
3.81 3.82 3.80 3.86
(3563) (2008) (1327) (228)

in your home/agency?

in your neighborhood?

The first number represents a mean rating.
Scale: (how satisfied are you...): 1=Not at all satisfied ... 5=Very satisfied.
Scale: (how safe do you feel..): 1=Not at all safe ... 5=Very safe.

The number in parentheses represents the number responding to this item.

Some of the key findings for the Division of Comprehensive Psychiatric Community Services were:

+  The quality of life ratings were lower than the services ratings.

+  The highest rating in the quality of life items was for safety in the home (mean of 3.96).

+  The amount of choices in consumers’ lives received the lowest mean rating (mean of 3.44).
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Comparison by Gender in a Community Services Setting

A comparison was made between males and females on the consumer satisfaction ratings. Females
were more satisfied with the services they received. Males were more satisfied with how they spent their
day, their general health care, and what they did in their free time.

How satisfied are you... Significance
Male Female

4.24 4.39
(1497) (2126)
with how much your staff know how 414 426
to get things done? (1474) (2090)
with how staff keep things about you 4.31 4.40
and your life confidential? (1462) (2084)
that the treatment plan is being 4.18 4.30
followed by those who assist you? (1450) (2062)
that the agency staff respect your 4.29 4.47
ethnic and cultural background? (1405) (1979)
4.23 4.36
(1474) (2093)
that services are provided in a timely 415 4.25
manner? (1466) (2101)
3.52 342
(1459) (2080)
3.79 3.64
(1442) (2076)
3.60 3.47
(1457) (2075)

with the staff who serve you? F(1,3622)=23.32, p<.001

F(1,3563)=13.52, p<.001

F(1,3545)=8.25, p=.004

F(1,3511)=15.99, p<.001

F(1,3383)=37.62, p<.001

with the services you receive? F(1,3566)=17.06, p<.001

F(1,3566)=9.21, p=.002

with how you spend your day? F(1,3538)=6.13, p=.013

with your general health care? F(1,3517)=14.97, p<.001

with what you do in your free time? F(1,3531)=11.45, p=.001

The first number represents a mean rating.
How satisfied are you? Scale: 1=Not at all satisfied ... 5=Very satisfied.
How safe do you feel? Scale: 1=Not at all safe ... 5=Very safe.

The number in parentheses represents the number responding to this item.
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Comparison of Racial/Ethnic Background in a Community Services Setting

A comparison was made of the satisfaction ratings by racial and ethnic background. For most items,
Caucasians were the most satisfied with the services they received. African Americans were more satisfied
with the choices in their lives.

Native
American
with the staff who serve 4.36 4.16 3.90 422 F(4,3600)=8.64,
you?(a) (3036) (426) (31) (51) p<.001
with how much your staff
know how to get things
done?
with how staff keep things
about you and your life
confidential?(a)
that your treatment plan
has what you want on it?(c,
d, e, f)
that the treatment plan is
being followed by those who
assist you?
that the agency staff
respect your ethnic and
cultural background?(a)
with the services you 434 416 4.00 4.20 F(4,3544)=6.82,
receive?(a, b) (2987) (423) (30) (50) p<.001
that services are provided 4.24 4.08 4.03 3.92 F(4,3544)=5.11,
in a timely manner?(a) (2988) (424) (30) (50) p<.001
with the amount of 3.44 3.54 3.19 3.10 F(4,3501)=2.67,
choices you have? (2944) (421) (31) (49) p=.031
with how safe you feel in 3.84 3.69 3.68 3.68 F(4,3492)=2.41,
the neighborhood? (2939) (415) (31) (50) p=.047
The first number represents a mean rating.
How satisfied are you? Scale: 1=Not at all satisfied ... 5=Very satisfied.
How safe do you feel? Scale: 1=Not at all safe . .. 5=Very safe.
The number in parentheses represents the number responding to this item.
Scheffe Post-Hoc significance at .05 or Jess.
(a) Interaction between White and Black.
(b) Interaction between White and Other.
Interaction between Native American and White.
Interaction between Native American and Black.
Interaction between Native American and Hispanic.
Interaction between Native American and Other.

How satisfied are you... White Black Hispanic

Significance

4.23 4.14 4.03 4.06 F(4,3541)=2.91,
(2984) (424) (30) (50) p=.021

4.39 4.23 4.33 4.15 F(4,3526)=3.98,
(2979) (415) (30) (48) p=.003

4.20 408 3.85 404 F(4,3511)=7.71,
(2969) (411) @7) (51) p<.001

4.27 4.15 4.10 4.06 F(4,3489)=4.34,
(2941) (418) (29) (49) p=.002

4.44 4.22 4.32 4.08 F(4,3360)=8.74,
(2807) (423) (28) (50) p<.001
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Comparison by Age in a Community Services Setting

A comparison was made among the three age groupings: (1) youth and adolescents under 18 years of
age; (2) young adults under 50 years of age; and (3) older adults over 50 years of age. Adults were more
satisfied with services than the youth and adolescents. The young adult group, however, was the least
satisfied with their quality of life.

How satisfied are you... 0-17 18-49 50+ Significance
4.05 4.35 4.37
(287) (2368) (906)
with how much your staff know how to 4.01 4.22 4.24
get things done?(a, b) (280) (2338) (884)
with how staff keep things about you 4.19 4.38 4.37
and your life confidential?(a, b) (278) (2327) (882)
that your treatment plan has what you 3.93 4.18 431
want on it?(a, b, ¢) (274) (2324) (876)
that the treatment plan is being 3.99 4.26 4.29
followed by those who assist you?(a, b) (276) (2302) (875)
that the agency staff respect your 4.27 4.41 441
ethnic and cultural background?(a) (264) (2220) (843)
4.06 431 4.37
(282) (2342) (884)
that services are provided in a timely 3.91 4.23 4.26
manner?(a, b) (274) (2348) (886)
3.47 3.40 3.61
(242) (2353) (885)
3.60 357 3.87
(242) (2349) (884)
with the amount of choices you 3.47 3.40 3.52
have?(c) (236) (2343) (888)
with the opportunities you have to 3.70 3.46 3.68
make friends?(a, ¢) (240) (2340) (882)
4.01 3.65 3.75
(238) (2345) (877)
with what you do in your free time?(a, 3.74 3.47 3.61
c) (245) (2346) (885)
with how safe you feel in your 4.10 3.92 4.04
home/agency?(a, c) (247) (2362) (892)
with how safe you feel in the 3.88 3.76 3.93
neighborhood?(c) (246) (2334) (881)
The first number represents a mean rating.
How satisfied are you? Scale: 1=Not at all satisfied ... 5=Very satisfied.
How safe do you feel? Scale: 1=Not at dll safe . .. 5=Very safe.
The number in parentheses represents the number responding to this item.
Scheffe Post-Hoc significance at .05 or less
(a) Interaction between ages 0-17 and 18-49.
(b) Interaction between ages 0-17 and 50+.
(c) Interaction between ages 18-49 and 50+.

with the staff who serve you?(a, b) F(2,3560)=16.59, p<.001

F(2,3501)=7.38, p=.001

F(2,3486)=5.26, p=.005

F(2,3473)=9.71, p<.001

F(2,3452)=12.87, p<.001

F(2,3326)=3.20, p=.041

with the services you receive?(a, b) F(2,3507)=12.55, p<.001

F(2,3507)=15.84, p<.001

with how you spend your day?(c) F(2,3479)=11.09, p<.001

with where you live?(b, c) F(2,3474)=20.25, p<.001

F(2,3466)=3.57, p=.028

F(2,3461)=13.63, p<.001

with your general health care?(a, b) F(2,3459)=12.77, p<.001

F(2,3475)=9.47, p<.001

F(2,3500)=6.90, p=.001

F(2,3460)=7.33, p=.001
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Comparison by Current Living Situation in a Community Services Setting

A comparison of the satisfaction ratings was made by the current living arrangement. Those who
lived independently were the most satisfied with services. For quality of life, the homeless felt the least
safe in their home setting. Those who lived with their biological parent or in a group home were the most
satisfied with how they spent their day, the amount of choices in their life, their opportunity to make
friends, and with their general health.

Grou Residential Biological
How satisfied are you... Independent H P Treatment | Homeless . Other Significance
ome 1F Parents
Facility
with the staff who serve 441 412 3.95 411 4.19 4.16 _
you?(a, b, e) (2603) (409) (216) (28) (155) (190) F(5.3600)=20.63, p<.001
with how much your staff
4.28 4.04 3.99 3.57 4.14 4.05
know how to get things F(5,3541)=12.20, p<.001
done>(a, b, ) (2565) (405) (210) (28) (151) (183)
with how staff keep things
4.43 417 4.08 436 4.40 423
about you and your life F(5,3524)=11.53, p<.001
confidential?(a, b, h) (2562) (401) (208) (25) (150) 179)
that your treatment plan 4.24 4.06 4.09 3.88 4.12 4.06 _ _
has what you want on i+? (2557) (397) (209) (25) (145) (180) AL, PRI
that the treatment plan is
4.32 4.09 4.01 4.16 4.08 4.10
being followed by those who F(5,3490)=10.23, p<.001
assist you?(a, b) (2533) (399) (208) (25) (147) (179)
that the agency staff
4.46 4.20 4.15 4.29 4.36 4.29
respect your ethnic and F(5,3360)=11.46, p<.001
cultural background?(a, b) (2440) (381) (Fee) (24) (145) (172)
with the services you 4.37 4.14 4.00 4.16 4.22 4.16 _
receive?(a, b) @572) | (401) (210) (25) (152) s5) | F(®:3544)=11.68, p<001
that services are provided 4.28 4.05 3.87 4.00 4.14 4.08 _
in a timely manner?(a, b) (2587) (400) (208) (25) (146) (180) G GRR, [pal0sh
with how you spend your 3.43 3.68 3.38 2.64 3.61 3.55 _
day?(a, ¢, f) (2581) (399) (201) (28) (127) (1go) | F(5:3519)=7.37,p<001
with where you live?(b, c, 3.71 3.55 3.26 2.00 3.92 3.65
13)=17.51, p<.001
f.g.h, ) (2583) | (402) | (197) @7 (129) | qre) | FOSOI=75Lp00
with the amount of choices 3.45 3.48 3.21 2.68 3.66 3.45 _
you have(c, f, I) (2576) | (400) (196) (28) (125) 77y | F®3901=4.82, pc00l
with the opportunities you
3.47 3.83 3.64 292 3.80 3.64
. 5 =
;;xve to make friends?(a, f, (2569) (403) (199) 26) (128) (175) F(5,3499)=10.46, p<.001
with your general health 3.65 3.92 3.78 3. 4.05 3.81 _
care?(a, d, f, I) (2569) (401) (201) 27) (124) (176) F(5,3497)=8.94, p<.001
with what you do in your 3.45 3.77 3.66 2.82 3.91 3.64 _
free time?(a,d, f, 9, L, j) (2572) (402) (203) (28) (130) (176) F(5,3510)=11.72, p<.001
with how safe you feel in
3.97 3.97 3.78 292 422 4.00
? =
Ko;r‘ ?)ome/agency. (c.f.9, (2598) (399) 207) 25) (129) (182) F(5,35639)=7.96, p<.001
with how safe you feel in 3.82 3.92 3.71 3.00 3.96 3.71 _
the neighborhood?(c, f, I,) (2574) (393) (199) 27) (129) a7e) |
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The first number represents a mean rating.

How satisfied are you? Scale: 1=Not at all satisfied ... 5=Very satisfied.
How safe do you feel? Scale: 1=Not at dll safe . .. 5=Very safe.

The number in parentheses represents the number responding to this item.
Scheffe Post-Hoc significance at .05 or less

(a)
(b)
(c)
(d)
(e)
(f)
(9)
(h)
0]
()

Interaction between Independent and Group Home.
Interaction between Independent and RTF.

Interaction between Independent and Homeless.
Interaction between Independent and Biological Parents.
Interaction between Independent and Other.
Interaction between Homeless and Group Home.
Interaction between Homeless and RTF.

Interaction between RTF and Biological parents.
Interaction between Homeless and Biological Parents.
Interaction between Homeless and Other.
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Comparison by Whether Resided in Residential Treatment

A comparison was made by whether the consumer had lived in a residential treatment facility during
the past year. Those who had not lived in a treatment facility were the most satisfied with services. They
were also the most satisfied with where they lived. Those who resided in a treatment facility during the past
year reported more satisfaction with how they spent their day, their general health, their opportunity to

make friends, and what they did during their free time.

How satisfied are you... Yes No

Significance

4.14 4.38

: 2
with the staff who serve you: (753) (2789)

F(1,3541)=41.30, p<.001

with how much your staff know how 4.10 424
to get things done? (744) (2740)

F(1,3483)=13.46, p<.001

with how staff keep things about you 4.21 4.40
and your life confidential? (735) (2733)

F(1,3467)=26.09, p<.001

that your treatment plan has what 4.05 423
you want on it? (734) (2718)

F(1,3451)=11.30, p=.001

that the treatment plan is being 4.15 4.27
followed by those who assist you? (731) (2697)

F(1,3427)=10.34, p=.001

that the agency staff respect your 4.25 4.44
ethnic and cultural background? (711) (2592)

F(1,3302)=30.51, p<.001

4.18 4.34

. . -
with the services you receive: (740) (2746)

F(1,3485)=17.95, p<.001

that services are provided in a timely 4.09 424
manner? (735) (2752)

F(1,3486)=15.14, p<.001

3.57 343

. ?
with how you spend your day: (726) (2733)

F(1,3458)=8.21, p=.004

3.57 3.68

. H )
with where you live: (723) (2732)

F(1,3454)=5.28, p=.022

with the opportunities you have to 3.72 348
make friends? (726) (2715)

F(1,3440)=-24.98, p<.001

3.84 3.66

i ?
with your general health care? (725) 2716)

F(1,3440)=14.12, p<.001

3.68 348

. . L
with what you do in your free time: (728) (2725)

F(1,3452)=18.50, p<.001

The first number represents a mean rating.
How satisfied are you? Scale: 1=Not at all satisfied . .. 5=Very satisfied.
How safe do you feel? Scale: 1=Not at all safe . .. 5=Very safe.

The number in parentheses represents the number responding to this item.
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Comparison Across Programs

Adults were more satisfied than the youth with their services. The CPRC consumers rated their
satisfaction with how they spent their day, where they live, the amount of choices in their lives and the
opportunities fo make friends higher than other programs. The youth were more satisfied with their general
health care and with what they did in their free time.

CPRC Non-CPRC Child/
Consumer Adult Adolescent

with the staff who serve 4.33 4.36 4.02
you?(b, ¢) (2053) (1350) (271)
with how much your staff know 4.22 4.22 4.00
how to get things done?(b, c) (2030) (1319) (265)
with how staff keep things
about you and your life
confidential?(a, b, ¢)
that your treatment plan has 424 416 3.93
what you want on it?(b, c) (2019) (1306) (258)
that the treatment plan is
being followed by those who
assist you?(b, c)
that the agency staff respect
your ethnic and cultural
background?(a, c)
with the services you 4.32 431 4.06
receive?(b, c) (2023) (1328) (266)
that services are provided in a 424 421 3.90
timely manner?(b, c) (2026) (1331) (258)
with how you spend your 3.58 3.29 3.44
day?(a) (2024) (1340) (224)
3.74 3.54 357
(2020) (1338) (225)
with the amount of choices 3.57 3.23 3.44
you have?(a) (2022) (1332) (220)
with the opportunities you 3.68 3.29 3.68
have to make friends?(a, c) (2024) (1322) (224)
with your general health 3.84 3.44 4.04
care?(a, b, c) (2019) (1324) (221)
with what you do in your free 3.66 3.28 3.74
time?(a, b, ¢) (2020) (1334) (226)
The first number represents a mean rating.
How satisfied are you? Scale: 1=Not at all satisfied ... 5=Very satisfied.
How safe do you feel? Scale: 1=Not at all safe . .. 5=Very safe.
The number in parentheses represents the number responding to this item.
Scheffe Post-Hoc significance at .05 or less.
(a) Interaction between CPRC Consumer and Non-CPRC Adult.
(b) Interaction between CPRC Consumer and Child/Adolescent.
(c) Interaction between Non-CPRC Adult and Child/Adolescent.

How satisfied are you... Significance

F(2,3673)=17.24, p<.001

F(2,3613)=6.52, p=.002

4.33 443 4.18

(2026) (1307) (262) F(2,3594)=10.54, p<.001

F(2,3582)=7.37, p=.001

4.27 4.24 3.98

(2018) (1283) (260) F(2,3560)=11.52, p<.001

4.37 4.45 4.26

(1937) (1246) (252) F(2,3431)=6.85, p=.001

F(2,3616)=9.91, p<.001

F(2,3614)=14.21, p<001

F(2,3587)=28.31, p<.001

with where you live?(a) F(2,3582)=11.76, p<.001

F(2,3573)=33.01, p<.001

F(2,3569)=47.99, p<.001

F(2,3563)=65.55, p<.001

F(2,3579)=48.34, p<.001
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CPS Community Services Subjective Responses

What Like Best About the Program:

The consumers of the community services programs of the Division of Comprehensive Psychiatric
Services mentioned many aspects of the program that they liked best. These ranged from general to specific
comments. Some of the salient responses have been summarized below:

Therapist:

Many, many respondents reported positive statements about their therapist. Some of the salient
ones included: (1) My psychiatrist is very willing to work with one on developing treatment plan I can live with,
(2) My therapist really seems to understand and is able to give me good advice, (3) The deep concern from my
psychologist, (4) I have had the same therapist for a long time. We have a solid therapeutic relationship. I
feel comfortable sharing, (5) My therapist can see things that I'm doing or not doing that I never saw before.
This helps me to learn things about myself that I never realized.

Staff/Caseworker:

The staff and caseworker were also seen as an asset. I get along well with my caseworker. Although
I think he is overworked with 26 clients. The consumers reported the caseworkers as caring and accepting
The way the caseworker accepts us patients the way we are. One person summarized their comments I /ike
my caseworker. She is always willing to do what needs to be done in my care. She is courteous, friendly,
timely and good natured. She has become a part of my daily life with the knowledge she shared.

The other staff was also seen positively The staff is very kind to me with respect and help me with
my mental and social problems. The staff was seen as wel/l-informed and friendly. They take the time to talk
or spend time with you when needed. They noted the sincerity of the staff, genuine concern for the patient.

Understanding Attitude of Staff:

The staff was seen as very understanding. The understanding and support I have received and how
the support has helped me to better get along with my problem. For another, the friendly staff and
understanding everybody has towards me and my problem. The consumers saw that the staff had concern.
They listen to my problems, we talk and then take action to see how we can handle the problem. One person's
statement summarized many of the comments. They seem very caring and concerned with helping me to get
my life back on track. I feel hopeful for the first time in many years that I can be helped and make the
changes I need to feel better about myself/my life and in control of my life again.
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Independent Living:

A significant number of those answering the survey reported some benefit to their independent living.
For some it was the fact that they lived in the community That they help me live independently in the
community and take me out in the community, Another echoed this comment Helping me get on my own. This
freedom was seen as a positive aspect to their therapy The freedom to let me take care of myself. I'm very
/ndependent and they support me in my independence.

Crisis Intervention:

The fact that the Department of Mental Health provides a crisis intervention line was positive:
Having access to a crisis intervention line 24 hours per day. Another person stated it as having someone in
case of a crisis.

Home Visits:

Many caseworkers go to the homes of the people they serve. The home visits were appreciated by
these consumers. My counselor comes to my house, will take me places if needed. These consumers remarked
about different aspects of these visits. I /ike the caseworker stopping by to visit me each week and I Jove
the fact the therapist comes to the house. This is very helpful.

Costs of Services:

The cost of the services is based on ability to pay. These costs are significantly below market costs
for many of the consumers. This fact was noted by some consumers. What I like best about the services I
receive is whenever DMH helps me move into the apartment I live in now by paying the pro-rated rent and the
deposit. I also enjoy getting my clothing allowances. Another person was grateful that this organization was
able to provide me with the help I needed at a cost affordable to me.

Obtaining Public Assistance:

The caseworkers help the people they service obtain public assistance. They Aelp make arrangements
for Medicaid. For one person my social worker helps me in applying for energy assistance. The paperwork can
be difficult to understand Helping me with my DFS paperwork and trying to get it squared away.

Timeliness of Services:

Services were provided in a timely manner for many of the respondents Ninety percent of the time,
services that I receive are handled promptly. For another, everything is fast and everybody thinks ahead
about what I need. The convenience of my time was helpful.

Therapeutic Interventions:
Different therapeutic interventions were noted as helpful and useful: (Z) having a variety of group

sessions; (2) very good information from groups, (3) combination of private and group sessions; and (4) stress
classes.
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What Could Be Improved:

As with most programs, some participants recommended some improvements that could be made.
These have been summarized below:

Crisis Line:

While many consumers noted positive comments about the crisis line, there were some suggestions for
improvement. Be more understanding. They must realize people call when they are going to lose their mind.
We need talked down, to be calm before we will listen or consider advice. Don't try to add to the stress!/ For
another it was as for after hours crisis team needs to take the caller more seriously and not just tell them to
breathe into a paper bag or take more meds, not all of them want to listen you can hear people laughing a lot
in the background. The fact that the crisis line did not have access to the record bothered one person If
they had been able to patch into my personal file to make their response more personal.

Physicians:

There were several issues related to physicians. One related to their availability. It would be helpful
if the doctor were more available. He's very hard to reach. It would also help if my appointments were on a
more regular basis. For another it was follow-up. More follow-up by doctor in charge of case. I feel that
more doctors are needed. More concerned about side effects of medication. Also there is a slight problem
understanding doctor. Doctors should see patients more often and longer time. Finally one person stated,
The doctors need to pay more attention to the patient and what is best for the patient, not what the
insurance company dictates.

Communication:

It was felt that communication could be better between the consumer and the staff. Better
communication between staff and patient. One person wanted to be able to say our opinion.

Length Between Appointments:

One response category related to the length between the follow-up visits. One person wanted to not
have to wait so long between appointments. For another could see them more, don't have to wait so long
between appointment dates. A regular appointment was suggested. Cannot see therapist in a regular basis
unless make appointments ahead of time by one month. Would ease a lot of stress if I could get a standing
appointment.

Timeliness:
For some consumers, the system was timely. For others, there were recommendations for more

timeliness More of a timely manner or When patients come in check them in on time. In addition, the wait is
too long when I'm on time for my appointment.
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Medication Issues:

Medication issues related to access to medicine (easier access to medication), side effects
(medicines that don't have the side effects), and time of medication clinics (extended morning and daily
services for medicine clinic).

Funding:
As in previous years, many consumers felt that there was a need for more funding for mental health

programs in Missouri. The mental health center could use more money and they need more funding to improve
conditions of office treatment areas.
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